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ORDER - 
By the Comnissicn: 

On %ebKuar;r 13, 1986, South A u s t i n  Coalition C o m u a i t y  
Council, Northeast A n s t i r ,  Organization, Northwest Auctin Cciunci l .  
and C w c e r n e d  C i t i z m s  of West Garf ie ld  ( "Conplainants') f i l e d  
t b e l r  v e r i f i e d  Compiaiiat wich t h e  Illinois CoIilIlleEce Ccmmission 
("Conmiss ion")  againsr: Cs.mnonw~aith Edi son  Company "Respondent") 
complaining c f  Resposdent's i n t e n t  to c:'ose its ofzice at 5 0 5 9  
West ?3lk Street, Chicaqo, S i l i n o i s  { ' P o l k  S t r e e t  Office"). 

Ca March 1 4 ,  1985,  Respondent f i l e d  a Motion eo Disslss in 
xhich it argued that " s e r v i c e "  i n c l u d e d  on:y those actFvi.ties, 
bacilities, or  apperatus $ i y s i c a l l y  involved i n  t k e  provisioa of 
the  service f o r  which a . d t i l i t y  is ccrt i f icate8;  tba? the 
d e c i s i o n  tc c o n s o l i d a t e  t h 2  cperat.ions of the l o l k  S t r e e t  v f f i c e  
with the operations of other off ices  is  a bus iness  dec is ion n o t  
demanding of Commissioo rev iew;  t h a t  t:la t e a l t b ,  safety, and 
convenience c f  Respondent's customers w i l l  n o t  be adverseiy 
a f f e c t e d  by a c n n s c l i d a t i o n  of t h e  Polk Street office with the  
other cffices; and t h a t  t h e  consolidaticn of the office 
oper6,cions w i l l  r e s u l t  in more ecGncmicai opereticns which is 
consistent with directions of t h e  Catarrissicn gioen earlier in 
other Commonwealth Edizon Company dockets .  

Purfliant to nstice given in accord.ance u i t k  the law and the 
rilieb and r e g u l a t i o n s  of t h e  Ccmmission. the matter cme on fer 
fiearing before a d u i y  al i thozized Bearing Examiner O f  t h e  
Comiss iun  a t  its C5icago offices on March 17, 1986. 
Cczplzinants and 2es7ondent xare represent& by counsel. It Vas 
determined t h a t  m t f I  ?i response t o  the Mution to Dismiss had 
been made by Compltinants and the Ccmmias',on'-i-aj :uled Upon t h  
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K o t i o n ,  mi r?aca requests/responses would- be e n t e r t a i n e d  by t h e  
partias, 

Complainant,'s res2onse  t o  t h e  Motion t o  D i s m i s s  was filed o n  
April 2 ,  1 9 8 6  an3 s r g u e d  i n  p a r t  t h a t  t h e  c l o s i n g  of t h e  ~ o l k  
Stree t  will eadangrcr the s a f e t y  and h e a l t h  of Respondent's 
custcmers due to the i nc reased  d i f f i c u l t y  i n  o b t a i n i n g '  adequa te  
castomer s e r v i c e  and will e u b j e c t  t h e  customers to t h e  I g r e a t e r  
possibility of d i sconnec t ions :  t h a t  Respondent's failure to seek 
oz obtain Ccmnission apiroval for the closing of t h e  Polk Stzeet 
office violates S e c t i o n  S-SgB of The Pgblic u t i l i t i e s  A c t  
('Act.), which requires Comission approval for abandonment or 
d i scon t inuance  of s e x i c e :  t h a t  t h e  closing of t h e  o f f i c e  
Violates Sections 8-101 and 8-501 o f  t h e  ?ic: which require 

t h e  safety, h c r l t h ,  comfort, and convenience of its p a t r o n s ,  

The C ~ J I ? F ~ ~ S S ~ O I - ~  in conference on May 14, 1986, denied t h e  
Moticn t o  Dismiss and r l s o  denied  t h e  requests for cral  argumcat 
ma6e 5y the parties a t  the  March 1 7  h e a r i n g .  

Flearings were r e s u m 3  and tes t imony and ev idence  ' was 
presen ted  by t h e  parties on Hay 19, July 10, Acgutt  22 ,  and 
October 2 ,  1906. T h e  reccrd w a s  marked "Eieatd aad Taken' 'at the 
conc lus ion  of t h e  ocrobar 2 h e a r i n g .  Pos t -hser ing  brie€s  were 
filed by t h e  p a z t i e s  aad a request for oral arguxient renewed . by 
t h e  Complainants was g r a n t e e .  Ora1 argument befcre t h e  
Comnission, en baTrC, took p l a c e  on . m e  
Examirier's P z p o s e d  Ordex waR sorved  on all p a r t i e s ,  and briefs 
and excep t ions ,  28 filed, were ccnsidsrcd h e r e i n .  

complainants  a r e  members of ccmmunity o r g a n i z a t i o n s ,  namely: 
South Aust in  C o a l i t i o r .  Community Councilr !:ortheas+. A u s t i n  
Ctoanizatioc, mrthwest  Austin C o u n c i l ,  and Concsrned C i t i z e n s  of 
West Czsrft'eld.  Membership in t h e  named o r g a n i z a t i o n s  is 
approxinately 4 , 0 0 0  in the aggregate. compla inants  allege t h a t  a 
substantial g o r t i o n  of the p o p u l a t i o n  served  by t h e  PDik Stree t  
office are law o r  lower-nidiile income f a m i l i e s ,  m i n o r i t i e s ,  
non-English speaking, e l d e r i y ,  or i l l i t e r a t e  persons and 
constitute E! comaiinity a t  r i s k  in r ega rd  t o  loss of b u s i n e s s  and 
c o r n u n i t y  services. 

Respoadent cperaees customer service offices at 5059 West 
polk Street, t h e  ssbject o f f i c e ,  3500 North Ca l i fo rn ia  Avenue 
. ("Northside o f f i c e " ) ,  7 6 0 1  South Lawndale Avenue ( 'Southside 
office ')  and 1.313 South. First Avecue in Maywcod, I l l i n o i s .  
Respondent alleges that t h e  offices ocher  t han  t h e  Polk Street 
off ice  a r e  within "relatively easy  roach o f  r e s i d e n t s  Of the area 
w i t h i n  Chicago Central. " Respondent f u r t h e r  alleges a 
si~niricant sav ings  will be accomplished by conso l idat ion  of a l l  
services a t  Polk Street w i t h  t h e  o p e r a t i o n s  of the  Northside and 
Souths ide  sffices. 

u t i l i t i e s  tc provide  such s e r v i c e s  and  f a c i l i t i e s  as w i l l  gomote 
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8 .  Pucsrrant t~ Section ;00.050 uf t h e  ? o m i s s i o n ' s  Rules =f 
Przc tTce ,  Compleinsnts c a l l e d  four adverse witnesses, t h e  f i r s t  
oi whorr. was Robercl J. Plarining, Vic9-f;resid~nt/Divisian Operations 
of Respondent.  Mr. Manning t e s i i f i c d  t h a t  t h e  Polk S t r e e t  o f f i - e  ~ 

has f i v e  de,par tments ,  namely: the o p e r a t i n g  Department - 
respofis i b l  e $or c n g i n e e r ~ n 3 ~  nain tenance ,  underground 
d i s t r i b u t i o n  systems, substation o p e r a t i n g  paver supply t o  , t h e  
d i v i s i o n  d i s t r i b u t i o n  system,. and the  records manarrement 
associatad w i t h  t h e s i  ac t iv i t i e s :  the  Com.ercia1 Area - 
responsible for all custaner service,  marke t ing  an2 me te r ing  
a c t i v i t y .  The S o m e r c i a i  A r e a ' s  activities i n c l u d e  t e l e p h o n e  
bi.11 p h p s n t ,  ' c r e d i t ,  b i l l  ad jus tment ,  customer contact 
a d m i n i s t r a t i o n ,  promotional activities, meter i n s t a l l a t i o n  and 
t e n t i n g  ac t iv i t i e s .  T h e  I n d u s t r i a l  Relst1ons.department rnanzges 
empluyee records,  ?!I& medical departnent, and the food services 
a r e a ;  D iv i s ion  Services o v e r s e e s  t r a n s p o r t a t i o n ,  store8, and 
b u i l d i n g  Seevice cperations: and finaXy, the Community Affairs 
d e p a r t P e n t  which naaages a c t i v i t i e s  w i t h  ci-pic gr3ups and 
governmental o r g a n i z a t i o n s .  

Through examination, Complainants '  i n t roduced  e response  t o  tz 
data request  later admi t t ed  i n  ev idence  as complainants' Exhibit 
7 ,  which provided a breakdown of in fo rma t ion  recjarding the number 
of cas tomers  using a i c h  of Respondent's facilitiea f o r  a 
pzrticular customer service,  i.~., l i g h t  bu15 t ransac t ions ,  cbeck 
s t u b  payments, cash stab payaeats, and ccstomer interview. This 
E x h i b i t  r evea led  t h a t .  in 1965, t h e r e  were 323 ,250  more 
t r a n s a c t i o n s  a t  tho Polk Street office t han  at tbe Son ths ide  
office. ' Data were Sathered f r c m l t h e  yea r s  1983 through l9e5 and 
for t h e  f i r s t  f i v e  months of 1926. Osage cf t h e  Polk S t . r o e t  
o f & i c e  has increased i n  all of  t h e  fogr  c a t e g o r i e s  each year  and 
t h e  t o t a l  ' traffic nas i n c r e a s e d  from 5 2 4 , 2 5 1  in 1983 to 598,814 
in 1985, the lasr f u l l  year  fo r  which there are  figures, In t h e  
f i r s t .  f ive  mcnths of i986, t h e  total V i s i t s  had reached  249,212. 

Complainants also in txgduced  itto evidence ss E x h i b i t  0 ,  ii 
meiorandcm over the signature af Mr. I k n n i n g  n o t i f y i n g  C e Z t E i n  
ezpiuyees of R~esFondsnt of their a p p o i n t n e n t  t o  a ChicaSo 
Divis ion  Consol ida t ion  f e a s i b i l i t y  task force. The task f o r c e ' s  
purposes will be e i s c u s s a d  i n  the surmsrization of Respondent 's  
d i r e c t  testincny. 

Complainants next called W i l l i a m  J. Cornack., D i v i s i o n  
YiCe-prPs ident /C~icagQ North Div i s ion  formerly 
v i c e - p r c s i d e n t j c e n t r a l  Division, an8 now r e s p o n s i b l e  f o r  both 
o f f i c e s .  R flaw c h a r t ,  enterer? i n t o  ev idence  as Complainant's 
Exhib i t  9, was tievelopea by tbe C i v i s i o n  Manager of Projects 
showing t h e  scheduled activities f o r  the Completion Of 
c o n s t r u c t i o n  a t  t h e  N o ~ t h s i d e  o f f i c e  and t h e  move of  t h e  Polk 
Street office to the Nor ths ide  o f f i c e .  ?loves had been cc.mpleked 
to the Northsi6a office as e a r l y  a s  April 23,  1986. The 
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rlsr ,keting Department had beex mcved 3s of A p r i l  2 8  and pezsonnel 
t h s r s i n  ze. juceC,  The Secer and.  Storage  R e s t o r a t i o n -  Department 
was scheduied  for physical t r a n s f e r  on June 23, 1986  ana as of  
the d a t e  of Xr, Csrmack's testirony, J ~ l y  i o ,  t h e  scheeuled move 
had t aken  p l a c e .  M r .  Coraack t e s t i f i e d  t h a t  t h o  Enginee r l ag  
Depar tErn t  was p h y s i c a l l y  merged w i t h i n  t h e  Nor ths ide  offLce on 
Nay 5 ,  1986. Opera t iona l  analysis was shown t o  $e scheduled fcrr 
physical merger i n  rald-i987 bu t  peraonnel  were . a l r e a d y  
in t e rchanged  wit2 t h e  Norths ide  off ice .  There was further 
d i s c u s s l o n  of i n t e r o f f i c e  memoranda which ind icaced  t h a t  tasks 
and a c t i v i t i e s  were onsa ing  with t h e  i n t e n t  cf comple t ing  t h e  
c o n s a l i d a t i o n  procass cn schedule, t h a t  is, early 1937. Cpon 
examinat ion tiy Respcndenc's COUnScl, fir. C O r m C k  i n d i c a t e d  thrit 
t h e  p o r t i o n s  of the Polk S t r e e t  o f f i c e  which had Seen moved had  
caused no d e t r i m e n t a l  effect on the z e r v i c e s  p r e v i o u s l y  provided  
t o  :he P o l k  Street. o f f i c e ' s  : l i e n t e l e .  

John 2 .  B U k o v s k i ,  A s s i s t a n t  Corporate  Vice -p res iden t  of 
3espondsr.t and c h a i r  of the task f o r c e - f e a s i b i l i t y  s t u d y  
regarding t h e  CloPing Gf t h e  P o l k  Street o f f i c e ,  t es t i f ied  t h a t  
the pulposes of t h e  task fGrCe-Study a re  con ta ined  in '  an o a t l i n e  
entered i n t o  ev idence  as Complainant ' s  Exhibit 13. Goals and 
objectives i nc luded  datermfnation of the performance goals and 
resources ceedel oizer t h e  next f i v e  years t a  provide r e l i a b l e  
ele=tric. service in Chicago w i t h o u t  s a c r i f i c i n g  t h e ' g u a l i t y  of 
s e r v i c e  provided  befcre c l o s i n g  of the Polk  S t ree t .  o f f i c e .  

Ernes< F, Waynan, Comnerzial iQna?er a t  aespondent':s 
Soiithside eff ice ,  t e s t i f i e c !  t h a t  he w5is appa in ted  to a t a s k  f o r c e  
t o  study Customers' r.zeds. A customer survey ,  admit ted  into 
evidence  as iomplainant3s E x h i b i t  15, was conducted at 
Respondent's offices €or five weeks, from Xay 15, 1986 to June 
L3,  1966, i n  o r d c i  t o  assess c u s t o n e r s '  needs a.nd co reassure 
them t h a t  t h e  c l o s i n g  of the Polk S t r e e t  o f f i c e  would i n  no way 
diminish t h e  q u a l i t y  of s e r v i c e  now p r m i d e d .  

Closer examinat ion r evea led  t h a t  t h e  s u r v e y  was taken f o r  
p a r t s  of t w o  weeks and three full weeks. The t a l l y  s h e e t s  were 
i n c o r r e c t l y  as& and t h e  v a l u e  of t h e  survey was not imediately 
mads: a p p a r e r t  by t h e  eestimony. Counsel f o r  Complainents 
erpiainea t k s t  the r e s u l t s  i n d i c a t e d  t h a t  a h i g h e r  percen tage  Of 
c l i e n t s  of t h e  Polk Street office used the f a c i l i t y  f o r  payment 
of t h e i r  b i l l s  t h a n  did a t  t h e  o t h e r  two o f f i c e s .  F u r t h e r  
examination of Ht, Wayman r.-vealed t h h t  9 7 . 3 9 ,  84.1%, and 72% of 
the customers Visited Respondent's offices for bill p a p a n t :  a t  
t h e  Polk St rce t ,  Nor ths ide ,  and Sou th r ide  offices, respectively. 
This i n t e r p r e t a t i o n  of t h e  data  was n o t  d i s p u t e d  by Respondent, 

Nary Jutnson--?o:pe, Zxecut ive  Director of t h s  Northeast 
A u s t i n  Grgen iza t ion ,  Roberta NCCdlleb, S e c r e t a r y  of the Concerned 
c r t i z e n s  o f  West G a r f i e l d ,  Lec la  Spann, Act ing  Di rec to r  of t h e  

-a -  
CE 003605 



A'Jz.os.O o a : 1 8  F.LY 8 4 7 2 9 8 ~ 5 7 9  Allen %, irherrr 

. WEARING EXAMINEAS , 

PRQPOS€D ORDER 

86-0046 

Northwest. A c r t i n  C G U ! i C l ~ ,  an2 Robert Vendrasek, Execut ive  
Di rec to r  of the South Asst-n Coal i r ior i  Community Council 
( "SACCC' )  were n e x t  called BS u i t n e s s o s  for complainants. The 
f i r s t  tnree wi tnesses  tsstlfied a s  t o  the neigbborhood boucdaries 
of :!lek r e s p e z t i v e  crgaaizz-tions, t h e  natQre of the  
n e  ighborhcals ' cons t i t uenc ie s ,  the purposes a€ their 
organizetiorad, and t h e i r  c r g a n i z a t i o n s '  i n t e r e s t s  i n  this case. 
A i l  of the groups serve west-side neighbcrhoods,  serve low and 

~ lower-middle incon,e, ces iden. tsr  and ere concerned w i t h  the 
improvezent of ccndi:ions i n  t h e i r  ccinmuaitiee w i t h  p a r t i c u l a r  
emphasis an Dous, ing,  crime preven t ion ,  n u t r i t i o n ,  and energy, 
A l l  of t h e  groups  have memtezs who use  :he P o l k  S t r e e t  a f F i c e .  

M r .  Vondtasck t a s t f t i a d  as to h i s  educa t ion  and experience as 
a community o r g a n i z e r  anE his responsibilities f o r  overa l l  
a d m i n i s t r a t i o n  cf SACCC including planning, c o o r d i n a t i c n ,  and  

c t i l i t i e s . .  K:. Voodrcldek also conducted c1 survey on uQe  of t h e  
Polk Street office. The szrvey was conducted in front of t:he 
P o l k  Street cfEice entrance on June 24 and 25 ,  1986, €OK 
forty-five m i n u t e s  each day,  The survey i n d i c a t e d  that customers 
now using t h e  Polk Street ofeice would have to travel  t a  the 
Southside office 0: t h e  Ncrthside of f i ce  . far aerv ice ,  distances 
of nine miles and five miles, respectivsly. Rcund t r i p . b q  car  
would t a k e  fron: 45 to O C  m i n u t s ,  depenCing orz t r a f f i c .  Travel 
on public  t r a n s p o r t a t i o n  &:ould require t r a n s f e r r i n g  and would 
take from 90 n i n u t e s  ta two ead one-half ( 2 % )  hours  :Ound t r i p .  
X r .  Von3rasek a lso .exprssse2  concern a b c u t  t h e  a a f e t y  of travel 
by pradon-,inantly black r e s i d e n t s  of South Ailstin i n t o  
predominantly w h i t e  areas on' t h e  north or south s i z e s .  a n  
t e s t i f i e d  t h a t  increzscd travel time and expense wouid be a 
hkrdsbip for many of the low-income castomers who use the Polk 
S t r e e t  o f f i c e .  Br. Vondrasek cozs ider ' s  i t  l i k e l y  t h a t  there will 
be inc reased  numbers of d i s c o s n e c t i o n s  from e l e c t r i c a l  s e r v i c e  if 
custcmers a r e  deprZve.4 of conven ien t  a c c e s s  to a customer serv ice  
office where t hey  can p r s o n c l i y  difcuss ar,d n e g o t i a t e  prcbltms 
w i t h  .their bills. 

ComFlainints concltiicied t h e i r  e i rec t  case and substqucl t l>*  
f i l e d  a .? Ic t ion t o  S r r i k e ,  a M G t i c n  t o  Ccmpel, and a Motion f o c  
Continuance. The Y o t i o n  f o r  Continuance r e q u e s t e d  postponement 
ot: the p r e s e n t a t i o n  of R e s g o n d e n t ' s  d i r a c t  case on August 22, 
1966. due t o  Respondent ' s  fa i l i l ra  t o  respond i n  a satisfactory 
marine: t.0 complainants' T h i r d  Data Request .  Complainants also 
filed a xntiun to S t r i k e  parts of Respondent's p r e f i l e d  direct 
tes t imony as i r r e ' evan t  to Complainant's assertion that 
ahandanrent of t h e  Polk Street office will ilnjustly jeopardize 
t , h c  safety, h e a l t h ,  cnmfur t r  an8 convenience of customers serv'ed 
by t h e  c , f f i ce .  M O S ~  of xespondent's d i r e c t  testimony coctains 
assertions abont  Respondent ' s  a u s t e r i t y  program znd its atteapt 
to reeuce expenses. csmplainant's consicier this tes t imony as 

direction Of activities, s p e c i f i c a l l y  problems i n  housing and 
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i r r e l e v a n t  to the I s s u e  sf ,dhether Resiondent sousht approval f o r  
the,ahandonment of th? Polk Street office an6 irrelevant tc the 
effect on the safety, health, comfort. and ccaventence af the 
custoliiers served  by the ?r.lE: Street o f f i c e .  In the alterhhtive, 
foxplainants in t h e i r  Xotion to Compel moved for zornplete answers 
pertaining tu the rssults of its austerity program and its 
attempts tc reduce expenses. F i 5 a i ? y t  since these matters wsre 
unresolved, Zomplainants mved L o r  a continuance u n t i l  such 
resolution by strikinj rhe testimony alleged t o  be irrelevant or 
compelling REsFondant t a  respond tc the data cequeat. A?.] 
mstions wet* denied by the Hearing Examiner ir! thz interests of 
early resoluticn of t h e  entire case, the stated goaS of the 
parties and this Commission. Hearings cottinued with t h e  
prasenta t i cn  Of Respondent's direct case. Complainants decl inerl  
t;7 seek interlocutory review of the Examiner's rulinrjs. 

I n  Respondent's direct case, M6. Xarning agair, took the stand 
an8 t e s t i f i e d  abcut Respondent's a u s t e r i t y  progran, i program 
designed to reduce operating and mainzsnsnco i " 0  M'l budgets. 
Key prcvisions of t h e  program included ze ro  growth in 0 & M 
budgets, no salary increases for upper and middle management, no 
overtine pey far management personnui, consoiidation of division 
opfrations where feasible, a f i i r i z q  f r e e z e  for a l l  targaining 
cnit and managenent positions, negotiations w i t h  labor Xnions to 
stlaulate nore efficient work practices, elinination of all 
formal cttnferences, and use of conpany property f o r  all regular 
intracompany meetings. The program was established l s rge ly  as a 
result of the recognition by both the Commission and Responndent 
that Respondent's expenses must be reduced. 

(3n Cross-examination, Wr. Manning had not relied upon any 
study or analysis ot the percentage of ctlstomers in low income 
neighborhoods who have phone6 in their homes, though Respondent 
is operating under t h e  assmptisn that roductians in face-to-face 
contact with customers w i l l  be re?laced by telephonic 
conmuaicaticcs. There was also no study or a n a l y s i s  of the 
efficacy of the  perfsrmance of pay agents in t h e i r  dealings w i t h  
customers. No comparative stcdy was done of the performance of 
pay agecte  as oppoesd tc the tellers in Respondent's o f f i c e s ,  
Mc. Manning ais0 Ir5pOnded to inquiries &out a CUStOmer 
r e l a t i o n s  survey which was ucdertaken t o  deternine custoner 
imprassions and attitudes gf how ResponCent performs its s e t v i c c s  
since the custom.er is the final a r b i t e r  and the custuner's 
perception, right or wrcngI. of how service  is prov ided ,  is 
c r i t i c a l .  

Respondent's stcsnd i l i iness ,  John C. Bukovsk i ,  Assistant 
Vice-president, testified that he viis appointed Chairman of thc 
T a s k  Force to evaluate  the feasibility of CoisOliCating d i v i s i m  
operations i n  t h e  Ci ty  of Chicaso. The srudy was performed kc 
det%rrnino if divis;on consolidation would contribute tO .ar 
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overall effort by Respondent to reduce Expenses and improve 
operatino e f i r c i e n c y .  The study showed an average annual ravings 
of $14.5 million would  be realized if the t h r e e  existing Chicago 

I D i v i s i o n s  were consclidated into t w o .  It was determined that the 
ccnsolidation would be tccomplishei over a one and one-half year 
phase-in period afid M o u l d  require a net capital investment of 
less than $ 5  million, There is scfficiant unimproved space at 
the Northside office to accomodate  the increased work force 
while there tr no available space f a r  expaasion a t  the Polk 
Stceet of f i ce .  The task force deternined that transactions made 
by Customer6 i+7 perscn a t  the P o l k  S t r e e t  office could be made 
mace conveniently bv either m a i l ,  telephone, or through 
Respondent's agents. It was not recommended hy the  task force 
that t h e  P o l k  S t i e e t  office he retained. An infornatiocal 
proyrua would b+ undertaken for t h e  customers 3f more convenient 
ways to tttnsact ausinpss w i t n  Respondent. P r o v i s i v n s  f o r  
increases traffic w3u12 be made at tna other of f i ces .  

Considerazion was g i v e n  t o  closing t h e  Nbrthside office and 
consolidating tne other two. Due to the l a c k  of expandable space 
at Palk Street, this was Impractical. In addition, selection of 
the South and Northside offices provided better geographical 
coverage. The work l e a d  will be distributed to the Northside and 
Sowhside offrces in porticns of eighty percent ( 8 0 8 1  and twenty . 
p e r c e n t . ( 2 0 % ) ,  respectively. 

M r .  Dukowski a l s o  testified OE cross-eXanination t h a t  ten 
percent .(lo%> cf i ts  cust~mers come in to gay h i l l s  while n i n e t y  
percent ( P t ? )  pay th rougn agonqs or by m a i l .  Infsrsation may be 
acquired by telephone but there was no information from M r .  
Bukowski as to the nunber of people served by the P o l k  Street 
offlce who have telephones. Eowcver, Mr. BUkOuski stated that 
the level cf q u a l i t y  of s e r v i c e  Uod18 remain s t a b l e ,  according to 
the ta%k force s t u d y ,  despite the closing of the P o l k  StreFlt 
off ice. 

Complainanl's counsel then t l lrned to cross-examination of 
t h i s  witness regarding expense reduction which would be brought 
about by c los ing  t h e  Polk Screet  office. Mr. Bukowski t e s t i f i e d  
that a l l  customersI not j u s t  residentizl custoners, should fell 
t h e  effects of a decrease IC expenses and expense reduction cou ld  
forestall the requ;rement of a rate incrpass request. 

Respondent indicates that the Pollc Street office will b@ 
sold, l e a s e d ,  or  mothballed s h o u l d  it receive Commission approval 
to close it. HOthbailinq is the  rorst case Scenario but disposal 
of the b u i l d i n g  does not appear t o  have entered into t h e  
calculation of a $ 1 4 . 5  n i l l r o n  saving P ~ ~ S U S  $ 5  million for 
preparation af t h e  North side office. 

-7 -  
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In preparing t k e  South  3?d N o r t h s i d e  o f f i ce s  for t h e  
increased w c r k l o t d ,  L.he =ask t e r c e  attamgted tc qcdntify the work 
of t h e  PoLk Srreet offics by categary.  TeleFhone c a l l s  were 
easily r.easucd, aROuntina to 2 , 4 0 0  c a l l s  per day. Seventy - f ive  
percent ( 7 5 % )  05 the ca l l s  will be allocated t o  the Norths ide  
o f f i c e  and twenty-f ive percent ( 2 5 % )  to the Socths idc  o f f i c e .  Sn 
t h e  area of Credit ,  which involves field personnel, i t  was qot as 
easy to c p a n t i f y  customer need. However, it is k n o w  that the 
Folk  Street office generates fifty percent ( S O % )  of the f i e l d  
creZit  work with t h e  North and Socthsidc off ices  generatino 
twenty-thrse p r c e n t  (23%) e a c h .  Lobby personnel will decrease 
b y  only  cne FerSon a t  t h e  Northside office since there  will be a 
r e d f s t r i b u t i o n  of iobby p e r s o n n e l ' s  irorlloac: rather thaE an 
elirinstion af it. 

A t  the final hearing, suSssq3ent ts receipt 0: t h e i r  p r e f i l e d  
t e t i m o n y ,  Respondent cross-examined the two rebuttal witnesses  
presented b;r Complainants. The f i r s t ,  Betty L.. williams, 
Ass i s tant  rirector of t h e  United Charitfec of Chicago and 
Director of i k s  Social %?:icy Department,  testified to ber 
e3ucation and experience ,  bo'ch as a s o c i a l  worker an8 a s  a 
witness before various l cg i r la t i -*?e  committees. The Turpose of 
the test imony was stater!  to be the r e b u t t a l  of statements and 
E O n C l u 6 ~ O ~ s  in :he testimony of Mesfirs. Manning and Gukouski 
regarding the i m p a c t  of the  closing of the P o l k  S t r e e r  office on 
residents of ::le area, especially low-income persons who rely 
upon tt;e ServLCes prosided by t h e  o f f i c e ,  Respondent's views of 
a stable level uf q u a l i t y  of service were viewed as u n r e a l i s t i c  
by Hs. Xilliams. 

MS. William, us ing  1980 census daca t e s t i f i e d  that i n  t h e  
area cf Chicaqo bounded by Ncrth Avenuei 39th S t r e e t ,  t h e  Chicago 
R i v e r ,  and the western bouadrry of Chicago, 39 percent of pcrscns  
over age 25 had not completed t h e  e i g h t h  grade. 31  petcent had 
incomes below t h e  federa3 poverty l eve l ,  10 percenc speak l i t t l e  
or no English, and seven percent ( 7 9 1  are age sixty-five ( 6 5 )  or 
over. It is csnsidcrad t h a t  t h e s e  persons need convenient  access 
to customer service: f ' a c i l l t i e s  Fore than most c u s t ~ n e t s .  LOW- 
and fired-income perszns have l i t t l e  fiexihility about how or 
rhen to spend therr i i ; n i t . e d  resovzces. B l d P r l y  customer€ may be 
hard o f  hearing or haws d i f f i c u l t y  with therr eyesight, making 
telephone csnversatiols f r i s t r a t i n g  and anproductive.  The 
i l l i t e r a t e  say n o t  b e  a b l e  to read t h e i r  b i l l s  or other n O t b 3 S  
and would be unable to write down i n s t r u c t i o n s  or names. Similar 
problems wor;ld b e  encountered by those  not  fluent i n  English Or 
Spanish. Low- i~ccne ,  i l l i t e r a t e ,  and elderly persons t h e r e f o r e ,  
perceive t 3 d C  they a r e  nore Likely to n e g o t i a t e  e f f e c t i v e l y  i n  
person thar ,  over t h e  t e l ephone  and t o  a large extent, t 6 i s  
perception is well-founded. m a i l ,  
B must have a cnecking account or pay the requlred fee 
to purchase a mor.ey order. For special arrangements, ser-:ice by 

Of ccrurse, in order t o  pay by 
custcmef 
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mail is of no us2 to the customer. In additlcn, cars and gas 
money are net r e a d i l y  a v a i l a b l e  to :ow-incvae customers., BUS 
fare is a d r a i n  on s p r s e .  ?ocket maney, not to nentioa t h s  fares 
necessary far childrei 3r child care costs. The elderly and t h e  
d i s a b l e d  have difficulty Lraveiing by bus and endnre  the danger 
of carrying cash over  lor!$ listances on a trip that takes a p p r o x i e a t t l y  two  hours roundtrip. I 

On crcss-examination, Ms. Williams had n c t  v i s i t e d  the P o l k  
Street off ice ,  but based her testimony on her familiarity with 
t h e  WestS iOs  from previous experiences there. No s tudy  had been 
done 2.5 to whethe r  or not p u b l i c  pay phones 'were typically 
damaged and whether t h e i r  use invo lve6  some pe:.soaal danger a s  
t e s t i f i e d  on direct examination. The languages o t h e r  than 
Enclisk were sllrmised to be Pblish, Vietnamese, and Spanish, but 
tbera is no hzrd evidence of the percentage of persons unable to 
tran5act business ic Engl ish  or Spanish, t h e  languages used by 
F.aspondent. 's aerscnnel.  MS. Willianis was confident that pol ice  
s t a t i s t i c s  wriuld bear out her testimony about tho lack of safety 
in the subject area. 

Complainant's second rebuttal witness, Raymond E. Makul, Is a 
principal of t h e  F m n t  Ailborne Gzoup, a consulting firm primarily 
concerned w i t h  onezgy issues. Mr. Hakul's educational t r a i n i n g  
encompasses engineer:ing, business z&ninistration, and l a w .  Mr. 
Makul had two major criticisins o f  c e r t z i n  conclusions i n  the 
tesirimcny of Hessrr .  Kanning add Bukowzki, namely that  Respondent 
i d e n t i f i e d  only  one cgtion versus t h e  status quo and that no 
consideration WBS given to consumer preferences or to the 
consequences Of c l o s i n g  the Polk Street office. other options 
which could and should have been evaluated include consolidation 
OF the three offices into cne and separating activities i n t o  
three bases  o f  operation. Mr.. Makul suggested transfer of 
engineer ing  and operatianal activities from the  Northside O f f i C Q  
to t h e  Polk Street o f f i c e  or a transfer  a€ marketing from the 
Polk Street o f f i c e  t n  the Northside off i -ce .  Thsre  c o u l d  be 
c o n s o l i d a t l c n  of similar operations withdut the proposed 5 0 , 0 0 0  
square f e e t  expansion of the Northside office. Any of these 
suggestions would mai~nkain a C C r p X a t U  prascnce i n  an 
econontically disadvsntaged a r e a .  MI. Makul also pointed out t h a t ,  
provision of s e v e r a l  a l t e r n a t i v e s  i n  s i t u a t i o n s  such a8 these is 
a normal business psecticr.  

fir. Makui further t e s t i f i e d  that customer service a c t i v i t i e s  
shoglc] Created eifferently because customer service i s  
different from most of t h e  other a c t i v i t i e s  in which Respondent 
engages. Custc~ers, f O K  exampler  ate unconcerned w i t h  t h e  
locat ion of base optrations for engineering or c o n s t r u c t i o n .  
Eowever, the customer has a d i r e c t  interest  in the manner i n  
which cons\;rnEr services are provided. Under the present 
propcsal, customers who prefer faee-to-face encounters  will have 
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encoxpasses b i l l  payment, cred:r, b i l l  adjqstEent, and customer 
contac t  administration is of iromediste concern to tile custmar 
who w e s  the business  of f i ce ,  Respondent is  to be cointlnded if 
expenses can be reduce5 k.y consolidation of certain of those  
services which d o  not  have a n  impact on t h e  day-to-day needs Of 
tide subject commni ty ,  but  e reduction in t5e' quality of Service 
provided by Resaontent to t h i s  community is not recommended by 
t h i s  Commission. The Commission i n t e r p r e t s  Section 3-115 of the 
A c t - ,  which d e f i n e 6  'service" i n  i t 6  broadest sense a s  inclusive 
of accomcdations afforded customers and rejects the l i m i t a t i o n s  
placed by Respondent on the  definition of "service". 

Io calculatics its savizyrs, xespondent h a s  not taken i n t o  
account t h e  use of tisposal of the b u i l d i a g  which  houses the Polk 
S t r e e t  o f f i c e .  There bar been o n l y  l i m i t e d  discussion of its 
possible S a l e ,  l e a s e ,  or mothtalling. Responc?'ent h a s  a l s o  
indicated t h a t  it does n3t i n t e n d  t u  reduce t h e  quality of the 
service provided to Complaiaants. Since  t he  Polk Street off ice  
Ls u t i l i z e d  by its castomers and since closrrre o f  the o f f i c e  Hili 
r e s u l t  in  inconvenience to those cseis, t h e  q u a l i t y  cf seraice 
will indeed sufi'cr.  The c lcs ing  of t he  PolK S t r e e t  office will 
be t o  the detrinent of persons least a b l e  to sustzin the loss of 
personal ccntact w i t h  Respondent. A l i m i t e d  crew provided a t  the 
present  address or a t  a proximate i a c a t i o n  could maintain 
customer, s e r v i c e  w h i l e  allowing Respondent to r e a l i z e  S a v i n g s  by 
-onsolidation of other s e r v i c e s  ~ G F  perceived as  e s s e n t i a l  as 
direct contac t  with Respondent's cCsF;onter s e r v i c e  personnel. The 
customer s,eervices p r c v i d e d  a t  the Polk Street o f f i c e  shcule  be 
ccjctinuea and Respondent shodild n o t  consoiidate tkis p a r t  of 
their operation w i t h  the Northside or the  Southside office. 

The Commission, having cOns idere~3  the ent i re  record h e r e i n  
and being f u l l y  advised i n  the p:erniseQ, is of the opinion and 
f int ls  that: 

Csmmcriwealth EEison Ccmpany, Respondent here in ,  is an 
Illinois corpcrstion ensaged i n  furnishrag e l e c t r i c  
s e r v i c e  ia t h e  State oE I l l i n o i s ,  as it, is authorized to 
d o ,  and is a p J b l i c  u t i l i t y  wi th in  t h e  mezning a€ 
Sect ion  3-1175 of The Illinois Public U t i l i t i e s  hctr  

the Commission has  jurisdiction of Respondent and of t h e  
E U b j Q C t  isatt.et h e r e i n ;  

ResponSent n a i n t a i n s  E, b u s i n e s s  o f f i c e  at 5 0 5 9  West P c l k  
S t r e e t ,  ?nicnga, Z l l i n o i s ;  naintenance of this office is 
a scrv:cc a s  def ined by The PIiblic Uti l i t ies  Act :  

aespvndent p r ~ p o a e s  to discontinue maintenance  C J f  the 
eforementicned Polk Street  o f f i c e :  

-11- 
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discontinuance of w?tomef s e r v i c e  activities at the 
P o l 2  Street office w i l l   WOK^ E hardship on t h e  customers 
whc utilize this office f c r  b i i l  payment, l i g h t  bulb 
s e r v i c e ,  bill ad;ustnent, and Cuetcmer-Respondent 
aagatiations : 

alternative iocaticns are :nconvenienKly l c c a t e d  for 
customers presently using tine P o l k  Street  officd and 
telephonic and mail s e r v i c e s  will not meet the needs. of 
custcmers wichout telephones or w i t h o u t  €unct iona l  
l i teracy:  

Respondent s h o u l d  consolidate all o t h e r  activities 
possible to effect thQ savings a n t i c i p a t e e  but should 
naintain personnel a t  the P o l k  s treet  o f f i c e  ut at: a 
proxitate l o c a t i o n  to assure that there is no l essening 
of the quality of s e r v i c e  provided to customers now 
using the P o l k  S t t e e t  o f f i c e .  

IT IS TREKEFCRE ORDERED that  Commonwealth Edison Company De, 
and the same is hereby, directed to m a i n t a i l  customer service 
a c t i v i t i e s  at the  PalI  Street  o f f ice  OK i n  the alternative, 
maintain customer s e r v i c e  activities a t  a location proximate to 
the Polk s treet  of f i ce .  

By Order of the Conmission this day of 
1 9 8 7 .  

I 

( S I G N E D )  MARY 9. S3SHNELL 

Chairman 
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